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Vocational Education and Training in UK Universities:  
The Modules of Hotel Management Education
＊庄　司　貴　行＊
SHOJI, Takayuki
Abstract: This paper aims to shed light on the current issues of vocational education and train-
ing （VET） in UK universities, with an emphasis on the higher education in hotel management 
and hospitality. The Edge Hotel School was created jointly by the University of Essex and the 
Edge Foundation in 2012. This new school delivers not only academic knowledge but higher 
level practical and vocational education in the field. This paper shows the educational frame-
work of the school.
Key words: 職業教育訓練（vocational education and training），高等教育機関（higher educa-
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ため，1964 年の産業訓練法（Industrial Training 
Act）と，それに基づき産業分野ごとに設置さ
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This module identifies and supports the development of your technical and professional skills within 
the various functions of the hotel operation. You will be supported in the application of effective 
teamwork recognising its importance in delivering excellent service to the guest.
Learning	Outcomes
At the conclusion of this module you should be able to:
1. Demonstrate and reflect on the professional skills and knowledge required across the func-
tions of hotel operations.
2. Demonstrate the accurate application of simple business calculations.
3. Understand and interpret the basic financial and management reports concerning efficient 
operations.
4. Demonstrate effective team working across hospitality operations.
5. Recognise good practice concerning contemporary environmental issues.
6. Conform to the requirements of the “Professional Code of Practice”.
Indicative	Content
1.		Demonstrate	and	 reflect	on	 the	professional	skills	and	knowledge	 required	across	 the	 func-
tions	of	hotel	operations
◦ Professional knowledge, skills and understanding in the relationships between the operational 
and guest services and the hotel support services
◦ Food preparation and production for fine dining and brasserie operations
◦ Kitchen operations
◦ Food Service preparation
◦ Restaurant Operations
◦ Room Service Operations
◦ Front and back office operations
◦ Housekeeping and support functions
◦ Butlers services
◦ Concierge Services
◦ The marketing function
◦ Financial controls
◦ Buying, purchasing and storing
2.	Demonstrate	the	accurate	application	of	simple	business	calculations
◦ Simple business calculations e.g. material costs, labour costs, selling price, operational ratios 
資料：エセックス大学エッジ・ホテルスクールの教育モジュール（レベル 4）
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and unit costings
3.		Understand	 and	 interpret	 the	 basic	 financial	 and	management	 reports	 concerning	 efficient	
operations
◦ Cost behaviour and calculate costs and selling prices
◦ Interpreting basic financial documents
4.	Demonstrate	effective	team	working	across	hospitality	operations
◦ Working within and understanding, role behaviour, benefits and barriers in developing an 
effective and successful team
◦ Developing the skills required for successful communication within a team and between 
teams
5.	Recognise	good	practice	concerning	contemporary	environmental	issues
◦ Hospitality environmental issues
6.	Conform	to	the	requirements	of	the “Professional	Code	of	Practice”
◦ Developing the skills required to work in a professional capacity within the hotel Industry
◦ Develop an understanding of the culture and ethos required to operate professionally to the 
highest levels of the industry
Teaching	and	Learning	Approaches
Learning and teaching will take the shape of professional practice in all practical areas of the 
Wivenhoe House supported by the academic and professional practitioner’s feedback and expertise. 
Wivenhoe House will be used to contextualize theory and illustrate and develop professional prac-
tice.  Group and /or individual tutorials will be used to support the development of the work based 
portfolio and on-line learning resources.
Delivering	the	Guest	Experience1
Module	Description	
This module will introduce you to the concept and importance of the centrality of the guest experi-
ence as fundamental to all activity within a hotel business. The module will provide you with the 
opportunity via the butler teams to conduct customer excellence within the various functions of the 
hotel operation, enabling you to acquire the practical skills which will support the understanding 
and knowledge gained from the module Introduction to the Guest Experience.  You will be support-
ed in the application of effective teamwork recognising its importance in delivering excellent service 
to the guest.
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Learning	Outcomes	
At the conclusion of this module you should be able to:
1. Demonstrate and reflect on the professional skills and knowledge required across the guest 
service functions of hotel operations.
2. Demonstrate the actions required in identifying and meeting individual customer needs and 
requirements.
3. Respond to customer feedback in a professional and timely manner.
4. Demonstrate effective team working across hospitality operations providing customer excel-
lence.
5. Demonstrate an awareness of contemporary environmental issues.
6. Conform to the requirements of the “Professional Code of Practice”.
Indicative	Content
1. Demonstrate and reflect on the professional skills and knowledge required across the guest 
service functions of hotel operations.
◦ The service ‘touch points’ in the guest experience
◦ A guest service journey,  from entrance to exit
◦ Observing guests and collecting guest intelligence to improve guest service levels.
◦ Exceeding guests expectations
◦ Understanding and analysing the visual cues provided by the guest in the food and 
beverage environment
◦ Identifying and understanding the relationship between the host and guest in the res-
taurant setting
◦ Delivering appropriate food and beverage service styles to meet guests needs
◦ Identifying and responding to a guest needs at the point of arrival, during their stay, 
and at the point of departure
◦ Preparing, checking, delivering and processing guest bills in the appropriate manner
◦ Identifying and providing a range of concierge services to meet the guests expectations
◦ Identifying and analyzing the importance of the support functions and delivering guest 
satisfaction
◦ Identifying and understanding the relationship between guest experiences, satisfaction 
and business objectives
2. Demonstrate the actions required in identifying and meeting individual customer needs and 
requirements.
◦ Identify examples of best practice in identifying the meeting customer needs in a vari-
ety of hotel contexts
◦ Understand how to implement best practice examples
◦ Understand and practice the art of observation in recognizing customer needs
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3. Respond to customer feedback in a professional and timely manner.
◦ Identify industry best practice
◦ Develop a range of approaches to respond to customer feedback
◦ Implementation of customer feedback approaches
4. Demonstrate effective team working across hospitality operations providing customer excel-
lence.
◦ Working within and understanding, role behaviour, benefits and barriers in the devel-
oping an effective and successful team in meeting guest expectations
◦ Developing the skills required for  successful communication within a team and 
between teams and the transfer of guest intelligence in providing guest services
5. Demonstrate an awareness of contemporary environmental issues.
◦ Contemporary hospitality environmental issues
◦ Impacts and Implications
6. Conform to the requirements of the “Professional Code of Practice”.
Teaching	and	Learning	Approaches	
Learning and teaching will take place in all practical areas of the Wivenhoe House Hotel supported 
by the academic and professional practitioner’s feedback and expertise. Wivenhoe House Hotel will 
be used to contextualize theory and illustrate practice.  Group and /or individual tutorials will be 
used to support the development of the work based portfolio.
Hotel	Operations	1
Module	Description
This module will enable you to acquire the understanding and knowledge of the operational char-
acteristics of a high quality hotel business enabling the business to achieve its objectives.  You will 
recognise the importance of effective teamwork as critical in delivering excellence to the guest.  You 
will be introduced to the legal and regulatory context in which hotels operate, understand and use 
basic financial and costing skills and utilise relevant technology to enhance business performance.
Learning	Outcomes	
At the conclusion of this module you should be able to:
◦ Understand the key resources of a hotel operation.
◦ Evaluate the importance and significance of marketing, financial and human resource man-
agement functions within hotel operations.
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◦ Identify and reflect on the importance of team working in effective hotel operations.
◦ Recognise and understand the range of legislation which impacts on hotel operations.
Indicative	Content
1.	Understand	the	key	resources	of	a	hotel	operation
◦ Professional knowledge, skills and understanding in food and beverage, front of house and 
accommodation services.
◦ Professional knowledge, skills and understanding in hotel support services e.g. marketing, 
finance, human resources.
◦ Understand and interpret financial concepts e.g. profit, sales mix, volume of sales, cash flow 
and undertake simple calculations.
◦ Appreciate the importance of and interpret basic financial documents e.g. balance sheet, prof-
it and loss. Calculate a simple profit and loss account.
◦ Understand cost behaviour and classification and calculate costs and selling prices.
◦ Calculate and interpret operational ratios.
2.		Evaluate	 the	 importance	and	 significance	of	marketing,	 financial	 and	human	 resource	man-
agement	functions	within	hotel	operations
◦ The interrelationship between the principle functions within the hotel.
◦ The functional roles of a different hotel departments
◦ An overview of the systems and processes used in hotels for the management of functions 
and resources
◦ The use of technology in hotel operational functions
◦ Environmental impact on hospitality
3.	Identify	and	reflect	on	the	importance	of	team	working	in	effective	hotel	operations
◦ Examine the membership, role behaviour, benefits and barriers towards the development of 
effective and successful teams.
◦ Identify the importance of what makes successful communication within a team and between 
teams.
4.	Recognise	and	understand	the	range	of	legislation	which	impacts	on	hotel	operations.
◦ Describe the key legislation impacting on a hotel operation including:
◦ Health and Safety,
◦ Food Health and Safety
◦ Licensing Legislation
Teaching	and	Learning	Approaches	
Learning and teaching will take the shape of professional practice supported by individual and 
group tutorials, tutor led seminars and Wivenhoe House will be used to contextualize theory and 
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illustrate practice.  Self-managed learning will supplement seminars and tutorials and you will be 
provided with guidance on required reading and on-line learning resources.
The	Guest	Experience	1
Module	Description
This module will introduce you to the concept and importance of the centrality of the guest experi-
ence as fundamental to all activity within a hotel business.  You will understand the different types 
of guest and factors that will influence their behaviour and expectations. The module will identify 
the components of effective guest relationships enabling you to develop the knowledge required to 
effectively deliver customer excellence.
Learning	Outcomes	
At the conclusion of this module you should be able to:
◦ Understand different types of guest and the reasons they may have for choosing a hotel.
◦ Evaluate the guest expectations.
◦ Understand the significance of guest feedback and interpret the data collected making recom-
mendations to improve the guest experience.
◦ Understand the importance of guest loyalty to the business and how this can be enhanced.
Indicative	Content
1.	Understand	different	types	of	guest	and	the	reasons	they	may	have	for	choosing	a	hotel.
◦ Influences on guest expectations including
◦ Advertising, brochures, web-sites, previous experiences.
◦ Business and leisure guests, attendees at functions and events
◦ Guest service – the difference between product and service expectations
2.	Evaluate	the	guest	expectations.
◦ Guests perception of the hotel and expectations created
◦ A quality value relationship based on external image created
◦ Expectations created through word-of-mouth, website intermediaries, direct advertising and 
customer relationships already established
◦ How to determine guest expectations – listening skills, non-verbal communication.  What is 
important to the guest and why?
◦ Environmental impact on hospitality
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3.		Understand	the	significance	of	guest	 feedback	and	 interpret	 the	data	collected	making	rec-
ommendations	to	improve	the	guest	experience.
◦ Delivering the guest experience - factors in determining the quality of the guest experience
◦ Formal feedback mechanisms and processes including,  Guest comments,  questionnaires 
online and face-to-face
◦ Informal feedback mechanisms including verbal and visual cues,  informal verbal feedback, 
the use of online intermediaries such as trip advisor
◦ Collation and triangulation of feedback from different sources
◦ Reporting and management actions on the basis of interpretation of data
4.	Understand	the	importance	of	guest	loyalty	to	the	business	and	how	this	can	be	enhanced.
◦ The centrality of the guest and the concept of the guest as the key driver of the business.
◦ Market segmentation e.g. socio demographic, business, family
◦ Value of loyalty in terms of repeat business, costs of attracting new business
◦ Power of word-of-mouth  referrals
◦ Nature of market segmentation by different type of guest, eg.  Business travelers and leisure 
guests.
◦ Exceeding guest expectation and the impact on guest loyalty
Teaching	and	Learning	Approaches	
Learning and teaching will take the shape of professional practice in all practical areas of the 
Wivenhoe House supported by the academic and professional practitioner’s feedback and expertise. 
Wivenhoe House will be used to contextualize theory and illustrate and develop professional prac-
tice.  Group and /or individual tutorials will be used to support the development of the work based 
portfolio and on-line learning resources.
Industry	Context	1
Module	Description
This module will enable you to appreciate the history and culture of hotels and hospitality and to 
understand the factors in the external environment, which influenced the emergence of the impor-
tant and diverse industry of today.  The module will explain the economic profile of the hotel and 
hospitality industry and the issues and trends which continue to provide challenges e.g. skills gaps, 
proliferation of small businesses. You will be encouraged to monitor developments in the hotel and 
hospitality industry as it continues to change and progress, while taking an active part in the indus-
try activities.
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Learning	Outcomes
At the conclusion of this module you should be able to:
1. Demonstrate an understanding of the profile, characteristics, size and structure of the hotel 
and hospitality industry.
2. Have an understanding of different types of business enterprise and the legal and regulatory 
framework that impacts on hotel and hospitality businesses.
3. Demonstrate a broad understanding of the centrality of the guest in influencing the diversity 
of hotel and hospitality organisations.




◦ Size of the UK and industry e.g.
◦ Turnover, number of outlets, numbers employed, economic value of industry; diversity of the 
hotel industry e.g. products and services, type of customer, ownership.
◦ History of the hotel industry and significant people in its development as an international 
business e.g. Cesar Ritz, Conrad Hilton.
2.		Have	an	understanding	of	different	types	of	business	enterprise	and	the	legal	and	regulatory	
framework	that	impacts	on	hotel	and	hospitality	businesses.
◦ Characteristics and trends – predominantly SMEs, part-time-staff, young age profile, wage 
issues, inconsistent industry approach to training.
◦ Types of business enterprise e.g. sole trader, partnership, limited liability             companies.
3.		Demonstrate	a	broad	understanding	of	the	centrality	of	the	guest	in	influencing	the	diversity	
of	hotel	and	hospitality	organisations.
◦ Organisations and markets （guests） – issues of demand and supply.
4.	Consider	and	interpret	the	issues	currently	challenging	the	hotel	industry
◦ Understand the main components of the external hotel business environment and the impor-
tance of continuous scanning in order to identify changes likely to impact upon it.
◦ External factors impacting on hotel businesses e.g. socio-cultural, economic, political, tech-
nological, environmental, local, regional and global influences.
Teaching	and	Learning	Approaches	
Learning and teaching will take the shape of professional practice supported by individual and 
group tutorials, tutor led seminars and Wivenhoe House will be used to contextualize theory and 
illustrate practice.  Self-managed learning will supplement seminars and tutorials and you will be 
provided with guidance on required reading and on-line learning resources
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This module will introduce you to concepts and techniques of independent learning and profes-
sional development. You will develop the skills and knowledge to reflect on your personal effective-
ness both academically and practically and be encouraged to monitor and review your progress in 
improving their individual performance within the practical environment.
Learning	Outcomes	
At the conclusion of this module the student practitioner should be able to:
1. Demonstrate the ability to reflect on and develop personal attributes of professional effective-
ness.
2. Utilise effectively academic skills, and identify sources of additional support for study skills.
3. Evaluate personal strengths, weaknesses and areas for development.




◦ Kolb’s learning cycle, individual learning styles and diagnostic tools e.g. Honey and Mum-
ford to identify preferred individual learning style and implications for information delivery 
methods and effective learning.
◦ Work based learning and the relevance and importance of collecting, analysing and assessing 
evidence for the Professional Development Portfolio
◦ Understanding the theatre of hospitality ‘performance’.
◦ Developing a professional career development path
◦ Reflective skills – maintaining the personal professional journal to regularly review personal 
progress.
2.	Utilise	effectively	academic	skills,	and	identify	sources	of	additional	support	for	study	skills
◦ Effective reading techniques including strategies for memorising and retaining key points.
◦ Effective writing techniques including essay and report writing, note-taking.
◦ Effective Presentation skills
◦ Where and how to access and research information including use of World Wide Web; com-
paring the validity of information sources.
◦ Where to find additional support.
3.	Evaluate	personal	strengths,	weaknesses	and	areas	for	development
◦ Self-assessments
◦ Strengths and weaknesses
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◦ Developing a personal development plan
4.	Regularly	monitor	and	review	progress	against	individual	performance	goals
◦ Personal organisation, time management, personal appearance, honesty, team-working, indi-
vidual working, communication skills.
Teaching	and	Learning	Approaches	
Learning and teaching will take the shape of professional practice in all practical areas of the 
Wivenhoe House supported by the academic and professional practitioner’s feedback and expertise. 
Wivenhoe House will be used to contextualize theory and illustrate and develop professional prac-
tice.  Group and /or individual tutorials will be used to support the development of the work based 
portfolio. and on-line learning resources
